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 Penelitian ini memiliki tujuan untuk mengetahui tentang bagaimana 
penilaian nasabah terhadap kualitas pelayanan jasa kredit yang ada di PD. BPR 
Bank Solo. Penilaian kualitas jasa pada penelitian ini berdasarkan lima dimensi 
kualitas jasa yang ada, meliputi dimensi bukti fisik (tangibles), dimensi 
kehandalan (realibility), dimensi ketanggapan (responsiveness), dimensi jaminan 
(assurance), dan dimensi empati (empathy). Metode penelitian yang digunakan 
adalah analisis deskriptif kuantitatif. Teknik pengumpulan data dengan melakukan 
observasi, wawancara, dan penyebaran kuesioner.  
Kesimpulan dari penelitian ini adalah dalam kuadran A, PD. BPR Bank 
Solo dianggap sudah berhasil memuaskan harapan nasabahnya, terbukti dengan 
tidak ada aspek dimensi kualitas jasa yang ditempatkan pada kuadran ini. PD. 
BPR Bank Solo dianggap sudah melaksanakan faktor-faktor penting sesuai 
dengan harapan nasabah sehingga nasabah merasa puas dengan kualitas layanan 
yang diberikan di PD. BPR Bank Solo. Dalam kuadranB, PD. BPR Bank Solo 
perlu mempertahankan pelaksanaan faktor-faktor yang sudah sesuai dengan 
harapan nasabah. Dalam kuadran C, PD. BPR Bank Solo melaksanakan faktor-
faktor yang dinilai kurang penting bagi nasabah tapi tetap melakukannya dengan 
cukup baik. Dalam kuadran D, PD. BPR Bank Solo melaksanakan faktor-faktor 
yang dinilai kurang penting bagi nasabah tapi karyawan melakukannya dengan 
sangat baik.  
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This study has a purpose to know about how the customer ratings of 
service quality in PD. BPR Bank Solo. The assessment of service quality in this 
study is based on the five dimensions of the existing service quality, including the 
dimensions of tangible, the reliability dimension, the responsiveness dimension, 
the assurance dimension, and the empathy dimension. The research method used 
is quantitative descriptive analysis. Technique of collecting data by doing 
observation, interview, and spreading of questioner. 
The conclusion of this research is in quadrant A, PD. BPR Bank Solo is 
considered to have successfully satisfied the expectations of its customers, as 
evidenced by no aspect of the quality dimensions of services placed in this 
quadrant. PD. BPR Bank Solo is considered to have implemented important 
factors in accordance with customer expectations so that customers are satisfied 
with the quality of services provided in PD. BPR Bank Solo. In quadrant B, PD. 
BPR Bank Solo needs to maintain the implementation of factors that are in 
accordance with the expectations of customers. In quadrant C, PD. BPR Bank 
Solo implements the factors that are considered less important to the customer but 
still do quite well. In quadrant D, PD. BPR Bank Solo implements the factors that 
are considered less important to the customer but the employees do very well. 
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